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I declare under penalty of p q u r y  that I have reviewed Ihe f 

those sections as to which I testified are true and correct to the best 

Executed l h i s  - day of September, 2003. 
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tgoing testimony and that 

f my knowledge. 
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Washington, D.C. 20554 

In the Matter of 
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Q. Please state your name and job title. 

A. My name is Amy C. Webb. I am the Director of Operations for Cavalier 

Telephone. My business address is 2134 W. Laburnum Avenue, Richmond Virginia. 

Q. Please state your work experience related to the questions addressed in your 

testimony. 

A. I have over four and one half years of experience with Cavalier Telephone. At 

Cavalier I have held managerial positions in customer repair and dispatch. I have 

been Director of Operations for almost two years. 

Q. What issues will your testimony address? 

A. My testimony will address Issues C9, C12, and C27. 

DSL 

Q. What changes does Cavalier propose in connection with Issue C9? 

A. Most of those changes are discussed by Chad Edwards and Jim Vermeulen in 

their testimony, but I will discuss two issues: the service interval for DSL lines vs the 

2-wire HDSL DS1 circuits, and the availability of 4-wire DS1 circuits compared to 2- 

wire HDSL DS1 circuits. 

Q. What issue does Cavalier have with the service interval for DSL-compatible 

lines? 

A. Verizon will not commit to the same service interval for a DSL circuit, as it will 

with a 2-wire HDSL DSl circuit. Cavalier customers need the same type of response 

in restoring DSL service, including dial-tone as the 2-wire HDSL DS1 circuit. The 

majority of Cavalier residential DSL customers use their DSL circuit as the only 

means of dial-tone in their homes. Cavalier therefore proposed language in 5 11.2.12 
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of the interconnection agreement, to require the same type of response to these 

situations as to a problem with a 2-wire DSl circuit. 

Q. What issue does Cavalier have with 2-wire HDSL DS1 circuits? 

A. Cavalier frequently experiences trouble over these types of circuits, and Verizon 

will eventually replace many of these troubled circuits with 4-wire DS1 circuits. 

However, the change only occurs after Cavalier’s customer experiences multiple 

problems and Cavalier’s management team escalates within Verizon - This is a huge 

challenge. Verizon will allow us to identify on an order to them that we want to order 

as 4-wire DSl, however Verizon will deliver a 2-wire HDSL DS1 even though this is 

not what Cavalier ordered. Verizon has stated that they deliver 2-wire HDSL DS1 

because the HDSL platform is equivalent to a 4-wire DSl. Cavalier has therefore 

proposed language in 5 11.2.9 of the interconnection agreement to allow Cavalier to 

order these circuits. 

Hot Cuts 

Q. What changes does Cavalier propose in connection with Issue C12? 

A. Cavalier proposes a joint implementation team in 5 11.16 of the interconnection 

agreement. 

Q. Why does Cavalier want to require a joint implementation team? 

A. Mainly, the process proposed by Cavalier in 5 11.16 is a more formal version of 

some of the informal processes already used by Verizon to identify and address 

certain problems, Representatives of both Cavalier and Verizon frequently meet and 

work together to address operational problems as they arise. That has been the 

practice ofboth companies for several years now. However, one problem with those 
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informal processes is that they are not structured enough to provide definite, quick, 

and effective resolution of problems. 

Also, Verizon often wants to defer an issue to a broader industry forum, which 

can require procedures that are loo time-consuming, lengthy, and complex to resolve 

issues quickly and efficiently. Verizon may defer certain issues to an industry forum. 

Unfortunately, that approach does not help customers with service-affecting issues, 

and it does not help either side get difficult issues decided quickly. The joint 

implementation team is an effort to impose a “middle-of-the-road” process that is 

sufficiently binding to generate results, but that is flexible and informal for us not to 

get bogged down. 

“Truck Rolls” and “Winhacks” 

Q. What does your testimony entail with respect to Issue C27? 

A. For Issue C27, I will discuss two specific issues that we have labeled as “Truck 

Rolls” and “Winbacks”. Cavalier is one of the largest purchasers of unbundled 

loops across all of Verizon’s service area in the Mid-Atlantic states. Cavalier has 

been purchasing loops for over four years, and knows full well the trials and 

tribulations associated with this activity. Cavalier has the difficult task of delivering 

high quality telephone service to its customers, when its main competitor is also its 

main supplier. Verizon provides unbundled loops for Cavalier’s customers but, as I 

will demonstrate, there are certain deficiencies in this delivery process. While not a 

cure-all for all of Cavalier’s service issues, Cavalier is proposing to impose some 

minor charges upon Verizon when their loop delivery process breaks down. These 

modest charges will help protect Cavalier from sloppy work by Verizon. They are 
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necessary steps to further fine-tune the loop delivery system that Verizon has 

installed. For the Truck Roll issue, I will demonstrate that Verizon causes 

unnecessary expense to Cavalier. Therefore Cavalier simply wants to be 

compensated for the time, energy, and effort associated with this wasted time. 

Second, on the Winback issue, Cavalier, like Verizon, incurs costs to transfer one of 

its customers to Verizon and, like Verizon, should be free to impose charges to 

account for this functionality. For both issues, Cavalier is proposing contract 

language and rates. Cavalier’s proposed contract language is shown in Exhibit AW- 

1. The following testimony will deal with these two subjects in greater detail. 

Q. What is a “Truck Roll”? 

A. A “Truck Roll” simply refers to the dispatching of a “truck”, 2.e. a technician, to 

deal with a particular customer service concern, whether identified by Cavalier or by 

the customer. For a variety of customer-related problems, an actual on-premise visit 

is necessary to discern the cause of the service-affecting condition, and to fix it. With 

respect to this issue, Cavalier is requesting that Verizon pay for the Cavalier 

technician’s time, when the Cavalier technician is sent to a job to verify new loops 

and dial tone but finds that Verizon has not completed its part of the work. 

Q. Would you please provide an example of when a Cavalier technician is sent 

to verify new loop and dial tone but finds that Verizon has not completed its part 

of the work? 

A. This problem comes up in two ways: first, on new loop installations; and second, 

when Verizon misses an appointment. I will discuss each in more detail: 

1. New Loop Installations 
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A new loop installation means just that. Cavalier is ordering a new loop. The 

way the installation of a new loop is supposed to work is that Verizon’s technician 

delivers a working loop to the demarcation point (or “demarc”, which is typically 

the location of the loop termination in a network interface device (NID) on the 

customer’s premise). Prior to installation, Cavalier receives a Firm Order 

Confirmation (FOC) from Verizon, stating it has accepted a Cavalier order and 

also listing a planned installation date. One day after Cavalier receives a FOC, 

Verizon notifies Cavalier via spreadsheet (e-mail) with the demarc location of the 

new loop. Cavalier then makes a test call to the number that Verizon claims was 

successhlly delivered. If Cavalier is unable to reach the customer to verify 

service, the Cavalier technician is dispatched to the serving wire center and to the 

customer’s premises to isolate the reason for the lack of service. In some 

instances the technician simply has to attach the station wire to the customer’s 

inside wire located in the NID. But in many cases, as I will quantify later, that is 

not what is happening. Instead our technician will verify dialtone leaving our side 

of the central office but find no dialtone at the customer’s demarc location. Either 

Verizon has delivered the loop without dialtone or Verizon never delivered the 

loop. 

2. Missed ApDointments 

For a variety of reasons, there are instances where a customer’s service condition 

cannot be isolated to Verizon’s loop or to Cavalier. When this occurs, Cavalier 

will request a “vendor meet” with the Venzon technician or Verizon technician 

supervisor, When this occurs, Cavalier’s technician will arrive timely at the 
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designated location and the Verizon tech either will arrive extremely late, causing 

numerous follow-up phone calls to Verizon, or will not show up at all. 

Q. What documentation do you have of these two conditions? 

A. I would like to refer to the attached Exhibits AW-2, AW-3, and AW-4. These 

exhibits tally the number of times during the June-August 2003 period when Verizon did 

not deliver a working loop and missed its vendor appointments. The data on these three 

exhibits provides a sample, listed by customer and order number, of Verizon’s missed 

installations and missed appointments. The sample is not a complete and comprehensive 

listing of all such missed installations and appointments, but it shows: 

June Julv Aurmst 
Loops not delivered 351 412 320 

Missed Appointments 45 36 26 

Q. What response does Cavalier take when Verizon does not deliver a loop? 

A. The responsibility for getting the service up and running then falls upon the repair 

organization. The Verizon installation group, the “RCCC”, believes it has completed the 

job, when it has not. Upon Cavalier’s recognition that the trouble resides with Verizon, 

the Cavalier technician notifies a Cavalier dispatch clerk. The Cavalier clerk then 

proceeds to open a trouble ticket with Verizon’s “RCMC” group. The RCMC 

organization coordinates maintenance issues with Cavalier and other CLECs. 

Q. Does opening a trouble ticket resolve the problems? 

A. An open trouble ticket, by itself, should result in a speedy resolution of a customer 

problem, but it does not. Rather, Cavalier must expend additional effort and coordination 
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with Verizon and with the customer to clear the problem. This would be unnecessary had 

the loop simply been delivered as scheduled. 

Q. What additional effort and work falls upon Cavalier? 

A. The clearing of a repair item engages different processes and procedures than an 

installation. For repair, Cavalier has developed various “work-around” processes to deal 

with situations where Verizon drops the ball. For example, Verizon is supposed to 

provide a commitment date and time for resolution within 24 hours, using a system 

labeled “RETAS, but that system is failing. As a result, Cavalier has adopted alternative 

measures to obtain critical trouble information. When RETAS fails, Cavalier must call 

Verizon on a ticket-by-ticket basis to obtain the resolution commitment date and closure 

information. With literally hundreds of tickets to monitor daily, this procedure is 

ineffective, and leads to additional confusion and delay. These “work-around” processes 

take precious time, energy, and resources in order to resolve customer repair problems. 

Work-arounds require a lot of “hand holding” to coordinate a satisfactory response from 

Verizon. 

In the situations where a joint customer meeting has been planned and Verizon 

fails to show up, the Cavalier technician calls a Verizon dispatch clerk or supervisor to 

advise of the “no show”. Because of the frequent problems with Verizon technicians not 

showing or showing up late, Verizon has assigned a “point person” to report these 

instances. That point person is Debbie Moore. However, Ms. Moore is only available 

during her working hours between 6:30am - 2:30pm. There is no coverage, nor assigned 

Verizon point person, after that time. When Debbie is not available, the dispatch clerk is 

forced to call the standard line at the RCMC group and, by going this route, we find it 
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very difficult to get the problem addressed. When calling the RCMC, the Cavalier 

trouble is placed in queue, under standard repair intervals. The sense of urgency evident 

in Ms. Moore is missing, and delays are the norm. For missed appointments, the RCMC 

group typically tells Cavalier to wait an additional 15 minutes; then if the Verizon 

technician still does not show, the Cavalier request is typically put on hold for another 15 

- 30 minutes while the RCMC person tries to reach someone at Verizon to address the 

situation. In those instances where Verizon does not show for the meeting, and after the 

Cavalier technician is waiting in the field for 30 or more minutes, and there is no 

response from the RCMS, the Cavalier technician leaves the customer site, only to await 

rescheduling. The customer of course is left high and dry. And as Cavalier reschedules, 

the process to clear the repair starts all over again. Cavalier is then faced with recycling 

the technician meeting, trouble-shooting, coordination with Verizon, and customer 

concerns, and still everything necessary to correct the situation is subject to change all 

over again. Thus, my organization is affected by a lot of unnecessary “chasing” to 

coordinate the repair with Verizon, and coordination of that response with the customer. 

These attempts to resolve customer problems fail on all accounts. 

Q. What types of customer response do you typically receive when this occurs? 

A. To say the least, this is not a pleasurable experience for our customers. The customer 

typically starts with the assumption that switching her telephone provider from Verizon 

to Cavalier is risky business. Any bad service experience, either during installation or for 

a repair condition, does not reflect favorably on Cavalier. From start to finish there is a 

lot of heartburn between Cavalier and its customers. It is very difficult for us to manage 
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a UNE installation and repair process that is prone to so many difficulties, as I’ve just 

described. 

Q. And how does Cavalier’s proposed contract language address this concern? 

A. Cavalier’s proposed contract language is shown in Exhibit AW-1. Specifically, 

Cavalier is recommending changes to Section 11.17 andits subsections 11.17.2, 11.17.3, 

and 1 1.17.4. In brief, this language would provide for a direct reimbursement to Cavalier 

for the technician’s time spent in the field to address the Verizon miscues. The rate to be 

charged is $50.00 per hour with a $16.00 quarter-hour charge. 

Q. Are there any other charges in addition to the amounts specified above? 

A. There is nothing more to it. It is just a simple charge per technician visit. 

Q. So for the mishaps identified in your Exhibit 2 and Exhibit 3, you would bill a 

charge per hour for each time you had to roll a t  truck? 

A. What we would bill Verizon is equivalent to a charge for an hour and a quarter. That 

equates to $66.00 per hour. The billed amounts for June through August are shown in the 

attached exhibits. 

Q. But if Verizon does a better job, the bill would go down accordingly, correct? 

A. Yes. The $66.00 charge is linear. So as the number decreases, so does the bill. 

Q. Is having a charge for a truck roll a novel concept? Is this a concept that 

Verizon unfamiliar to Verizon? 

A. No it is not. The irony is that Verizon charges Cavalier for its truck rolls, but resists 

Cavalier’s reciprocal efforts to charge Verizon. It is a classic case of “do as I say, but do 

not do as I do.” Exhibit AW-5 is a copy of a letter dated September 9,2003 that Venzon 

sent to all CLECs. In this letter, Verizon states that it is initiating charges when “Verizon 

9 



1 

2 

3 

4 

5 

6 

7 

8 

9 

10 

1 1  

12 

13 

14 

has dispatched a technician, but the installation was not completed by the technician for a 

reason relating to the CLEC or its customers (a “TC Not Ready” charge). Verizon wants 

everything to be a one-way street. To add insult to injury, Verizon apparently intends to 

bill Cavalier in arrears for some three years of Verizon truck rolls missed by Verizon’s 

billing systems. 

Q. What is your response to that letter? 

A. There should be a balance here. Had Cavalier known that this letter would be 

coming, we would have added proposed contract language to provide for Verizon trying 

to bill Cavalier in arrears. That would only seem fair. Mr. Clift further addresses this 

issue in his testimony. A similar issue is Verizon’s apparent increase in some of its rates 

in this area. Cavalier may need to adjust some of the rates that it has proposed for the 

pricing exhibit to the interconnection agreement. 

Q. Does this conclude your testimony on these issues? 

A. Yes. 
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Cavalier Telephone - FCC Arbitration 
C 2 1 -  Truck Rolls 

AW-I 

1 1.1 7 LlN&Related Fmictioiis Pcrfoim:&y Cavalier. When Cavalicr provides 
assistance to Verizoii at Verizon's request or perforins otlicr firiictions needed to 
- emure the deliverv o f  a rLniclionitig unbundled network eleinent, then the separate 
- charges specified in Gliibit A sliall auulv. These functions consist of tlie 
followiiia: 

I 1 A7.1 W i n l i a c k s ~ e n  a. ctistoiner disconnects service with Cavalier 
and retiiriis to Verizon, a processing charcie is iinuosed. The 
charge is composed o f a  service order iirocessinx lee and an 
-. installation fce. The service order fee encompasses the 
coiiininnication of orders bel\wecn tlie two companies. The 
installalion fee encompasses the removal of the loop for any 
Cavalier tlalabase and switch. such that the UNE can be 
provisioned back to the supplier. 

I 1.17.2Preniise Visit -New Loolis and Hot Cuts. A separate charxe is 
imposed when a Cavalier teclmician makes a ~iremise visit to 
trouble-shoot a LINE installation, and tlie trouble is found to be a 
nomworking UNE that was reported by Verizoii as working and 
riinctiona!, 

-- custonier ~ o i n j n i c n t  is concuirentlv made with Verizon, and 
Verkon niisses or i s  late for the appointment. A liftecn-minute 
gracc 1)criod is pcrnii tted b e ~ i a r a e s  are imposed. 

1 I .17.4Prernise Visit ~ Maintenance. A separate charge is iniposed when 
a Cavalier technician niakes a premise visit for maintenance and 
repair o f a  dcfcctive loop, wlicn Verizon did not clear the trouble. 

requests the~etur~i  of a LJNE loou on ai1 exiieditecl basis. 

I. 1.17.3Missed Appointments. A separate charge is imuosed when a 

I 1.17.5Ex~iedite Winbacks. A separate charge is imposed when Verizon 

IV. UNE-Related Functions Performed by 
Chvaliet 

WINBACUS 
Winb;icl\s-Ser\ ice Order 

Winbacks-Inslallatioii 

Not applical>le %J10.81 

Not applicablc $2.08 

' I ' O t d  Not applicable $13.49 

PREMISE VISIT ~ NEW ILIOPS. 1101' CUTS 
Piciniscs Visit Not applicable $47.55 

Total Not applicable $47.55 



SCHEDULE 11.2.17 

PREMISE VISIT- MAINTENANCE 
Pi-cinises Visit Not applicablc $47.55 

Total Not applicable $47.55 

MISSED APPOINTMENTS 
Piciniscs Visit 

V. Cavalier Collocation Services 

Intrastate collocation 

$16.00 for each $50.00 
qoarter ho tit’ aner the 
lirst halr hour’s delay 

Uiidei the same rates, terms, and conditions as 
applicable per Verimn -Vh SCC ’Tariff No. 
218, as amended from time to time. 

VI. Cavalier Operation Support Systems Under the same rates, terms, and conditions 
specified in this Exhibit A for analogous 
Verizon operation support systems functions 

Available at rates comparable to Verizon 
charges or at Cavalier’s tariffed rates or 
olherwise generally available rates. 

IVII. All Other Cavalier Services Available to 
Verizoii for Purposes of Effectuating Local 
Excliange Coinpetition 
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